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Attachment 4 
 

Quality of Care Categories 
  

MAIN CATEGORY SUB-CATEGORY 
Availability, Accessibility & Adequacy 
(AAA) Specialty selection 
Availability, Accessibility & Adequacy 
(AAA) Specialty change 
Availability, Accessibility & Adequacy 
(AAA) Access to services 
Availability, Accessibility & Adequacy 
(AAA) Access to specialists 
Availability, Accessibility & Adequacy 
(AAA) Adequacy of provider network  
Availability, Accessibility & Adequacy 
(AAA) Appointment availability 
Availability, Accessibility & Adequacy 
(AAA) Delay in referral 
Availability, Accessibility & Adequacy 
(AAA) Delay in treatment/service  
Availability, Accessibility & Adequacy 
(AAA) Provider refusal to provide care  
Availability, Accessibility & Adequacy 
(AAA) Telephone access 
Availability, Accessibility & Adequacy 
(AAA) Transportation 
Availability, Accessibility & Adequacy 
(AAA) DME 
Availability, Accessibility & Adequacy 
(AAA) Environmental Modifications  
Availability, Accessibility & Adequacy 
(AAA) Other 
Effectiveness/Appropriaten ess of Care Inappropriate treatment 
Effectiveness/Appropriateness of Care  Treatment is ineffective or below medical standards  
Effectiveness/Appropriateness of Care  Non-formulary medications 
Effectiveness/Appropriateness of Care  Missed diagnosis 
Effectiveness/Appropriateness of Care  Dietary services inappropriate  
Effectiveness/Appropriateness of Care  Skin integrity 
Effectiveness/Appropriateness of Care  Access to medical care 
Effectiveness/Appropriateness of Care  Delay in providing medical records or t reatment plan to PCP 
Effectiveness/Appropriateness of Care  Inappropriate transfer 
Effectiveness/Appropriateness of Care  Inappropriate discharge 
Effectiveness/Appropriateness of Care  Other 
Safety/Risk Management Pharmacy Prescription error  
Safety/Risk Management Injury/accident 
Safety/Risk Management Unsafe enviroment  
Safety/Risk Management Poor operation or conditions (DME)  
Safety/Risk Management Documentation/medical record  
Safety/Risk Management Altered medical records 
Safety/Risk Management Discharge AMA 
Safety/Risk Management Receipt of services AMA 
Safety/Risk Management Unexpected death 
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Safety/Risk Management Other 
Member Rights/Respect and Caring  Continuity of caring 
Member Rights/Respect and Caring  Coordination of care 
Member Rights/Respect and Caring Advance directives 
Member Rights/Respect and Caring  Disrespectful/unprofessional conduct by provider  
Member Rights/Respect and Caring  Disrespectful/inappropriate conduct by member  
Member Rights/Respect and Caring  Not including member/parent in plan of care  
Member Rights/Respect and Caring  Member dissatisfaction with treatment plan or care provided  
Member Rights/Respect and Caring  Physical abuse 
Member Rights/Respect and Caring  Physical neglect 
Member Rights/Respect and Caring  Emotional abuse 
Member Rights/Respect and Caring  Culturally insensitive 
Member Rights/Respect and Caring  Restraints-physical 
Member Rights/Respect and Caring  Restraints-chemical  
Member Rights/Respect and Caring  Denial letter(s) not provided  
Member Rights/Respect and Caring Reduction in service letter(s) not provided  
Member Rights/Respect and Caring  No access to medical records  
Member Rights/Respect and Caring  No grievance process information provided  
Member Rights/Respect and Caring  Other 
Denial, Decrease or Discontinuance of 
Covered Denial of services- not medically necessary 
Denial, Decrease or Discontinuance of 
Covered Denial of services- no prior authorization 
Denial, Decrease or Discontinuance of 
Covered Denial of services-not a covered service 
Denial, Decrease or Discontinuance of 
Covered Denial of services-eligability 
Denial, Decrease or Discontinuance of 
Covered Denial of services payer of last resort  
Denial, Decrease or Discontinuance of 
Covered Decrease in the amount of service previousl y provided 
Denial, Decrease or Discontinuance of 
Covered Discontinuance of service provided  
Denial, Decrease or Discontinuance of 
Covered Discontinuance of previously covered benefit  
Denial, Decrease or Discontinuance of 
Covered Other 
Fraud (i.e., by a member, a provider, or 
financial) 

Referrals to entities in which the provider or family member 
has a financial interest 

Fraud (i.e., by a member, a provider, or 
financial) Inappropriate billing 
Fraud (i.e., by a member, a provider, or 
financial) Inappropriate use of covered benefit  
Fraud (i.e., by a member, a provider, or 
financial) Use of service by someone other than an enrolled member  
Fraud (i.e., by a member, a provider, or 
financial) Altered medical record due to fra udulant action 
 
 


